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ABS"TAACT
The research is entitleCt "Customer Perception towards Quality 6fService: A'Study on
Ministry Of International Trade and h'ldustrY (MITI) Pahang Branch". The four
objectives of the stUdy is to identify the perceptions of customer towards MITI
Pahang services, to identify the level of service quality of MITI Pahang, to identify the
factors that influences the service quality of MITI Pahang and to provide the
recommendation so that this study can be valuable to other people.
The scope of this study is concentrated with the service quality of MITI. The
researcher has used descriptive and hypothesis as the purpose of study. The
sampling technique of this research is non-'probability sampling under convenience
sampling. The numbers of sampling size is 90 respondent who are the customers
that dealing with MITI Pahang Branch. At the end of the study, based from the
findings, several recommendations have been made for the organization and also for
future research purpose.
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CHAPTER 1: INTRODUCTION
1.1 Introduction to Research
In economics and marketing, a service is the non-material equivalent of a
good. Service provision has been defined as an economic activity that does
not result in ownership, and this is what differentiates it from providing
physical goods. It is claimed to be a process that creates benefits by
facilitating a change in customers, a change in their physical possessions, or
a change in their intangible assets. (wikipedia.com)
Ministry of International Trade and Industry is one of government agencies
which provide a variety of services regarding international business. Oatuk
Seri Rafidah Aziz in her speech said that the country's services sector was
expected to grow by 5.9% in year 2003 against 4.5% year 2002. The
services sector contributed 56.6% to the gross domestic product (GOP) in
2002 compared with 53.3% in 2001 and the sector accounted for 50.2% of
total employment in 2002 (The Star', 25 April, 2003).
Furthermore, Malaysia aims to be among the top 20 countries in global
competitiveness. (Datuk Seri Rafidah Aiz, Minister of International Trade and
Industry). Based on the IMOWorld competitiveness Yearbook 2006, Malaysia
ranked 23rd in global competitiveness. The economic performance of
Malaysia expand due to the strengths in their export of goods, currents
accounts balance, trade to GOP ratio, unemployment rate and tourism
receipts.
Efforts in sustaining and improving competitiveness need to start from among
others the measurement of customer satisfaction. The ultimate judgment of
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